
Driving ITSM Success with 
Team Feedback & Training
For our mid-size company, implementing Zoho Service Desk as an ITIL-
aligned ITSM solution was a critical but challenging undertaking. We 
were struggling with outdated systems and siloed teams, which made 
driving adoption and efficiency a constant uphill battle.

To turn things around, we knew we needed to focus on more than just 
the technology. We had to address the deep-rooted cultural issues 
within our IT department and across the organization. By prioritizing 
open communication and tailored training, we were able to create a 
continuous improvement loop that steadily boosted adoption, 
productivity, and long-term success.



Overcoming Legacy Challenges Before ITSM
Many mid-size companies face similar issues before implementing an ITSM solution. Here's a visual representation 
of common legacy challenges:

Siloed Teams
IT departments often operate in 
isolation, hindering collaboration 
and visibility across functions.

Outdated Processes
Service workflows are frequently 
manual and paper-based, causing 
delays and errors.

Fragmented Data
Critical information is scattered 
across multiple systems, making a 
complete view of operations 
difficult.

These legacy challenges hold companies back, hindering the level of service users expect. Addressing these 
problems is crucial before starting an ITSM transformation.



The Role of Team Feedback in ITSM Adoption

Team feedback was crucial in ensuring the successful adoption of Zoho Service Desk. By actively listening to IT 
staff and end-users, we were able to identify and address pain points, usability challenges, and areas for 
refinement. This continuous feedback loop facilitated a smoother transition and maximized efficiency.
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Pre-Implementation Feedback
Conducted surveys and discussions to understand 

common IT support frustrations, focusing on 
existing limitations, desired features, and workflow 

bottlenecks.

2

Post-Implementation Surveys & Focus 
Groups

Implemented regular feedback loops, including 
CSAT surveys and monthly focus group 

discussions, to gain real-time insights into system 
adoption and user experience. A ticketing system 

allowed users to submit suggestions directly.

3

Iterative Improvements
Optimized workflows, adjusted ticket categorization, 
and refined automation rules based on the feedback 

received. This iterative approach led to a 25% 
increase in user satisfaction within the first six 

months.



Structured Training for IT Teams & End-
Users

IT Staff Training on ITIL 
Workflows

Comprehensive sessions covered 
Incident, Problem, and Change 

Management using Zoho Service 
Desk. The training included hands-

on workshops, simulations, and 
real-world case studies to ensure 

practical application of ITIL 
principles. IT staff learned how to 

efficiently manage incidents, 
identify and resolve problems, and 

implement changes with minimal 
disruption to services.

End-User Self-Service 
Enablement

A self-service knowledge base was 
created to reduce ticket volumes 

and improve resolution rates. The 
knowledge base included FAQs, 

tutorials, and troubleshooting 
guides, empowering end-users to 

resolve common issues 
independently. Training sessions 

were also conducted to introduce 
end-users to the self-service portal 
and demonstrate how to effectively 

use the available resources.

Ongoing Learning & 
Adaptation

A 'train-the-trainer' model 
empowered key IT staff to support 

new hires and reinforce best 
practices. This approach ensured 

that knowledge and expertise were 
continuously disseminated 

throughout the IT department. 
Regular refresher courses and 

updates were provided to keep IT 
staff informed about the latest 

features, functionalities, and best 
practices in Zoho Service Desk.



The Measurable Impact: Performance Gains 
& Efficiency Boosts
Integrating team feedback and structured training led to significant improvements in several key areas:

32%
Faster Resolution Times

Optimized ticket routing and automation

27%
Fewer Repeat Incidents
Improved knowledge sharing

63%
Reduction in Email Requests

Improved overall efficiency

28%
Increase in User Satisfaction

Driven by structured service improvements

These improvements resulted in significant cost savings compared to ServiceNow, while still aligning with ITIL best 
practices.



Conclusion: ITSM Transformation
People

Engaging IT staff and end-users 
ensures successful adoption and 
continuous improvement.

Process

Refining workflows based on real 
feedback delivers a scalable, ITIL-
driven service management 
solution.

Technology

Zoho Service Desk provides the 
technology foundation for long-
term efficiency gains.

Achieving better service, higher satisfaction, and cost-effective IT operations. Ready to optimize your IT service 
delivery? Let¾s talk about your ITSM strategy today!


